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1. 



DETAILED ACTION 



This action is responsive to the application filed on October 16, 2001. Claims 1- 
20 are pending. Claims 1-20 represent inviting assistant entity into a network 
communication session. 



The following is a quotation of the appropriate paragraphs of 35 U.S.C. 102 that 
form the basis for the rejections under this section made in this Office action: 
A person shall be entitled to a patent unless - 

(b) the invention was patented or described in a printed publication in this or a 
foreign country or in public use or on sale in this country, more than one year 
prior to the date of application for patent in the United States. 

3, Claims 1-3, 6, 9-10, 17-19 are rejected under 35 U.S.C. 102(b) as being 
unpatentable over Bentley et al. U.S. 5,914,951. 

Bentley teaches the invention as claimed including method and system for 
establishing voice communications in an Internet environment. 

As to claim 1 , Bentley teaches a method of inviting an assistant entity into an 
existing communication session established by a service system with an associated 
transport mechanism for the exchange of data across a network between endpoint 
entities joined to the session (figure 1); wherein: 
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Claim Rejections - 35 USC § 102 
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(a) --a first endpoint entity already joined to the session and constituted by a party 
having an endpoint system connected to the network, sends a request to the service 
system requesting the presence of an assistant entity in the session, the request 
directly or indirectly indicating the identity of the existing session (abstract, Bentley 
discloses., a customer to access a company computer system via a data network and 
to request contact with a customer service representative...). 

(b) --the service system selects an appropriate assistant entity from a group of 
assistant entities taking account of context data concerning the existing session, and 
joins the selected assistant entity to the session (abstract, Bentley discloses the 
company computer system automatically selects a customer service center and a 
customer service representative in accordance with a set of selection criteria, including 
customer preferences...). 

As to claim 2, Bentley teaches a method according to claim 1 , wherein the 
assistant entity is a customer service representative and associated endpoint system 
(abstract, Bentley discloses... the selected customer service representative may initiate 
data communication with the customer via the data network...; figure 1). 

As to claim 3, Bentley teaches a method according to claim 1 , wherein the 
assistant entity is a software-based entity with an associated knowledge base (column 
7, lines 15-23, Bentley discloses... after the customer speaks to a CSR, the customer 
may request that the CSR transmit a copy of an updated software program to the 
customer computer system 18...). 

As to claim 6, Bentley teaches a method according to claim 1 , wherein in step (a) 
the first party uses an active feature of a web page served by the service system to 
request that a assistant entity join the session (abstract, Bentley discloses the system 
of the present invention allows a customer to access a company computer system via 
a data network and to request contact with a customer service representative. The 
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company computer system automatically selects a customer service center and a 
customer service representative in accordance with a set of selection criteria...). 

As to claim 9, Bentley teaches a method according to any one of claims 1 to 6, 
wherein the service system, in setting up a communication session, creates a service- 
session functional entity that comprises a session instance with generic behaviour for 
adding and removing endpoint entities to the communication session and for recording 
the endpoint entities currently joined to the communication session, and an associated 
service instance with service-specific behaviour determining when the session instance 
is to add and remove endpoint entities (column 2, lines 60-62, Bentley discloses The 
monitor may also use the monitor computer system to add, change or delete the 
various selection criteria stored in the company computer system; abstract, Bentley 
discloses... and then records the communication therebetween for future review by a 
monitor...). 

As to claim 10, Bentley teaches a method according to any one of the preceding 
claims, wherein the transport mechanism associated with a communication session 
provides multiple data transfer channels, for different media types, between endpoint 
entities joined to the communication session (column 4, lines 13-16, Bentley discloses 
a first CSC voice system 20 (shown as CSC.sub.-- VS.sub.-- 1 20 in FIG. 1 ) is 
preferably a switched business telephone network with multiple connected telephone 
lines, such as a PBX system; column 6, lines 45-49, Bentley discloses a 
telecommunication control device 40 is preferably a system capable of switching and 
routing telephone calls between multiple voice communication devices, such as the 
customer voice communication device 16, and voice systems, such as CSC.sub.- 
VS.sub.-- 1 20, via the voice network 10). 

As to claim 17, Bentley teaches a service system comprising: 
a session entity for establishing communication sessions and controlling the 
joining of endpoint entities to each such session (abstract, Bentley teaches... Once a 
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customer service representative has been selected, the company computer system 
causes a telecommunication control device to connect the customer, the selected 
customer service representative, and the monitor via a voice network...); 

a transport entity for establishing a transport mechanism for each session 
established by the session entity, the transport mechanism allowing the exchange of 
data across a network between endpoint entities joined to the session (column 4, lines 
13-16, Bentley discloses a first CSC voice system 20 (shown as CSC. sub.-- VS.sub.-- 
1 20 in FIG. 1) is preferably a switched business telephone network with multiple 
connected telephone lines, such as a PBX system; column 6, lines 45-49, Bentley 
discloses a telecommunication control device 40 is preferably a system capable of 
switching and routing telephone calls between multiple voice communication devices, 
such as the customer voice communication device 16, and voice systems, such as 
CSC.sub.- VS. sub.-- 1 20, via the voice network 10); 

request-reception means operative to receive a request from a first endpoint 
entity already joined to a session and constituted by a party having an endpoint system 
connected to the network, the request serving to request the presence of an assistant 
entity in the session and directly or indirectly indicating the identity of the existing 
communication session (abstract, Bentley discloses., a customer to access a company 
computer system via a data network and to request contact with a customer service 
representative...).; and 

assistant-selection means responsive to the receipt of a said request by the 
request-reception means to select an appropriate assistant entity from a group of 
possible assistant entities taking account of the context of the existing communication 
session, the assistant-selection means being operative to cause the session entity to 
join the selected assistant entity to the session (abstract, Bentley discloses the 
company computer system automatically selects a customer service center and a 
customer service representative in accordance with a set of selection criteria, including 
customer preferences...). 
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As to claim 18, Bentley teaches a service system according to claim 17, wherein 
the assistant entity is a customer service representative and associated endpoint 
system (abstract, Bentley discloses... the selected customer service representative 
may initiate data communication with the customer via the data network...; figure 1). 

As to claim 19, Bentley teaches a service system according to claim 17, wherein 
the assistant entity is a software-based entity with an associated knowledge base 
(column 7, lines 15-23, Bentley discloses... after the customer speaks to a CSR, the 
customer may request that the CSR transmit a copy of an updated software program to 
the customer computer system 18...). 

4. Claim Rejections - 35 USC § 103 

The following is a quotation of 35 U.S.C. 103(a) which forms the basis for all 

obviousness rejections set forth in this Office action: 

(a) A patent may not be obtained though the invention is not identically disclosed 
or described as set forth in section 102 of this title, if the differences between the 
subject matter sought to be patented and the prior art are such that the subject 
matter as a whole would have been obvious at the time the invention was made 
to a person having ordinary skill in the art to which said subject matter pertains. 
Patentability shall not be negatived by the manner in which the invention was 
made. 

5. Claims 4-5, 7-8, 11-16 and 20 are rejected under 35 U.S.C. 103(a) as being 
unpatentable over Bentley et al. U.S. 5,914,951 in view of Brown et al. U.S. 6,385,646. 

Bentley teaches the invention substantially as claimed including method and 
system for establishing voice communications in an Internet environment. 
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As to claim 4, Bentley teaches a method according to claim 1 , wherein the data 
network is the internet (column 5, lines 2-5, Bentley discloses A data network 12 is 
preferably the Internet, but may also be any wide area data network. For example, the 
data network 12 may comprise a group of local area networks (LANs)). 

Bentley fails to teach the existing session has multiple parties connected to it 
through web browser functionality of associated endpoint systems, the service system 
providing follow-me page-push functionality to the party endpoint systems whereby to 
enable co-browsing by the parties joined to the session. 

However, Brown teaches method and system for establishing vice 
communications in an Internet environment. Brown teaches the existing session has 
multiple parties connected to it through web browser functionality of associated 
endpoint systems, the service system providing follow-me page-push functionality to 
the party endpoint systems whereby to enable co-browsing by the parties joined to the 
session (column 9, lines 5-9, Brown discloses Database 132, which could be a single 
database or a set of multiple databases, contains data for selecting a call center and 
determining "TAG2" Web interaction information to accompany the call; column 7, lines 
34-39, Brown discloses... An example of transmitting information from agent to user 
involves a "page-push" operation, where the call center agent presents information in 
the form of a Web page to the user's Web browser. The user's browser would then 
display the Web page to the user). 

It would have been obvious to one of ordinary skill in the art at the time of the 
invention to modify Bentley in view of Bateman to provide the existing session has 
multiple parties connected to it through web browser functionality of associated 
endpoint systems, the service system providing follow-me page-push functionality to 
the party endpoint systems whereby to enable co-browsing by the parties joined to the 
session. One would be motivated to do so to allow a combined marketing approach 
using the Web and call centers (abstract). 

As to claim 5, Bentley teaches a method according to claim 4. 
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Bentley fails to teach the context of the existing communication session 
comprises the subject of a web page currently being jointly browsed by the parties 
joined to the session service. 

However, Brown teaches wherein the context of the existing communication 
session comprises the subject of a web page currently being jointly browsed by the 
parties joined to the session service (column 3, lines 61-65, Brown teaches When an 
Internet user clicks a button to connect to an agent, a call is connected from the agent 
to the user and the agent can view the Web page that a user is viewing (as well as 
account data and information about the user's prior interaction with the Web 
page);column 14, lines 37-40, Brown discloses based on the whisper code, sending an 
audio message to the call center, the audio message relating to at least one of an 
identity of the user and details of the interactive communication session). 

It would have been obvious to one of ordinary skill in the art at the time of the 
invention to modify Bentley in view of Bateman to provide the context of the existing 
communication session comprises the subject of a web page currently being jointly 
browsed by the parties joined to the session service. One would be motivated to do so 
to allow the interactive between the customer and the agent be done quickly and 
efficiently. 

As to claim 7, Bentley teaches a method according to any one of the preceding 
claims. 

Bentley fails to teach the service system, in setting up a communication session, 
creates a service-session functional entity which in the course of joining a said 
endpoint entity to the session, sends connection details of the transport mechanism 
associated with the communication session to the endpoint entity or its proxy, that 
endpoint entity or its proxy then using the connection details to connect itself to the 
transport mechanism . 

However, Brown teaches the service system, in setting up a communication 
session, creates a service-session functional entity which in the course of joining a said 
endpoint entity to the session, sends connection details of the transport mechanism 
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associated with the communication session to the endpoint entity or its proxy, that 
endpoint entity or its proxy then using the connection details to connect itself to the 
transport mechanism (column 14, lines 37-40, Brown discloses based on the whisper 
code, sending an audio message to the call center, the audio message relating to at 
least one of an identity of the user and details of the interactive communication 
session). 

It would have been obvious to one of ordinary skill in the art at the time of the 
invention to modify Bentley in view of Brown to provide the service system, in setting 
up a communication session, creates a service-session functional entity which in the 
course of joining a said endpoint entity to the session, sends connection details of the 
transport mechanism associated with the communication session to the endpoint entity 
or its proxy, that endpoint entity or its proxy then using the connection details to 
connect itself to the transport mechanism. One would be motivated to do so to allow 
calls to be routed to selected call centers. 

As to claim 8, Bentley teaches a method according to claim 7, wherein the 
service-session functional entity comprises a session instance with generic behaviour 
for adding and removing endpoint entities to the communication session and for 
recording the endpoint entities currently joined to the communication session, and an 
associated service instance with service-specific behaviour determining when the 
session instance is to add and remove endpoint entities (column 2, lines 60-62, Bentley 
discloses The monitor may also use the monitor computer system to add, change or 
delete the various selection criteria stored in the company computer system; abstract, 
Bentley discloses. ..and then records the communication therebetween for future 
review by a monitor...). 

As to claim 1 1 , Bentley teaches a method according to claim 10. 

Bentley fails to teach wherein the endpoint entities include web browser 
functionality and the service system provides functionality, and the transport 
mechanism provides channels, for at least two of the following: 
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text chat; follow-me page-push; packetized voice. 

However, Brown teaches wherein the endpoint entities include web browser 
functionality and the service system provides functionality, and the transport 
mechanism provides channels, for at least two of the following: text chat; 

follow-me page-push (column 7, lines 34-39, Brown discloses... An example of 
transmitting information from agent to user involves a "page-push" operation, where 
the call center agent presents information in the form of a Web page to the user's Web 
browser...); 

packetized voice (column 9, lines 59-67, Brown discloses that there are many 
configurations for routing a call from platform 130 to call center 170 over voice network 
150, which configurations could include, for example, routing the call through a local 
exchange carrier, or through a packet network. Similarly, there are many 
configurations for routing a call from platform 130 to user 100 over voice network 150. 
Any of these routing configurations may be utilized in placing calls to the call center 
and to the user in accordance with the present invention). 

It would have been obvious to one of ordinary skill in the art at the time of the 
invention to modify Bentley in view of Brown to provide wherein the endpoint entities 
include web browser functionality and the service system provides functionality, and 
the transport mechanism provides channels, for at least two of the following: 

text chat; follow-me page-push; packetized voice. One would be motivated to do 
so to allow a combined marketing approach using the Web and call centers (abstract). 

As to claim 12, Bentley teaches a method according to claim 7, wherein the 
transport mechanism associated with a communication session provides multiple data 
transfer channels, for different media types (column 4, lines 13-16, Bentley discloses a 
first CSC voice system 20 (shown as CSC.sub.- VS.sub.-- 1 20 in FIG. 1) is preferably 
a switched business telephone network with multiple connected telephone lines, such 
as a PBX system; column 6, lines 45-49, Bentley discloses a telecommunication 
control device 40 is preferably a system capable of switching and routing telephone 
calls between multiple voice communication devices, such as the customer voice 
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communication device 16, and voice systems, such as CSC. sub.- VS. sub.-- 1 20, via 
the voice network 10). 

Bentley fails to teach between endpoint entities joined to the communication 
session, the connection details passed to a said endpoint entity or its proxy comprising 
details of the media channels associated with the communication session, and the 
endpoint entity or its proxy using these details to establish corresponding media 
channel connections to the transport mechanism. 

However, Brown teaches between endpoint entities joined to the communication 
session, the connection details passed to a said endpoint entity or its proxy comprising 
details of the media channels associated with the communication session, and the 
endpoint entity or its proxy using these details to establish corresponding media 
channel connections to the transport mechanism (column14, lines 37-40, Brown 
discloses based on the whisper code, sending an audio message to the call center, the 
audio message relating to at least one of an identity of the user and details of the 
interactive communication session). 

It would have been obvious to one of ordinary skill in the art at the time of the 
invention to modify Bentley in view of Brown to provide between endpoint entities 
joined to the communication session, the connection details passed to a said endpoint 
entity or its proxy comprising details of the media channels associated with the 
communication session, and the endpoint entity or its proxy using these details to 
establish corresponding media channel connections to the transport mechanism. One 
would be motivated to do so to allow calls to be routed to selected call centers. 

As to claim 13, Bentley teaches a method according to claim 7, wherein the state 
of connection of a said endpoint entity to the transport mechanism is signaled to the 
session-service functional entity by leg messages passed between a leg controller of 
the endpoint entity or its proxy and a corresponding leg controller of the service- 
session functional entity (abstract, Bentley discloses... the company computer system 
causes a telecommunication control device to connect the customer...; column 13, 
lines 1-4, Bentley discloses A system for monitoring a communication signal 
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representative of communication between a customer and a customer service 
communication means...) 

As to claim 14, Bentley teaches a method according to claim 7. 

Bentley fails to teach the second endpoint entity or its proxy already has 
connection functionality for joining and participating in a communication session, the 
service-session functional entity of the communication session to which the endpoint 
entity is to be joined inviting this entity into the session by sending said connection 
details to the connection functionality of the entity or its proxy. 

However, Brown teaches teach the second endpoint entity or its proxy already 
has connection functionality for joining and participating in a communication session, 
the service-session functional entity of the communication session to which the 
endpoint entity is to be joined inviting this entity into the session by sending said 
connection details to the connection functionality of the entity or its proxy (column14, 
lines 37-40, Brown discloses based on the whisper code, sending an audio message to 
the call center, the audio message relating to at least one of an identity of the user and 
details of the interactive communication session). 

It would have been obvious to one of ordinary skill in the art at the time of the 
invention to modify Bentley in view of Brown to provide the second endpoint entity or 
its proxy already has connection functionality for joining and participating in a 
communication session, the service-session functional entity of the communication 
session to which the endpoint entity is to be joined inviting this entity into the session 
by sending said connection details to the connection functionality of the entity or its 
proxy. One would be motivated to do so to allow calls to be routed to selected call 
centers. 

As to claim 15, Bentley teaches a method according to claim 7. 
Bentley fails to teach the service-session functional entity, in joining the first 
endpoint entity into the communication session, sends the latter both connection 



Application/Control Number: 09/977,497 
Art Unit: 2157 



Page 13 



functionality for joining and participating in a communication session, and said 
connection details. 

However, Brown teaches the service-session functional entity, in joining the first 
endpoint entity into the communication session, sends the latter both connection 
functionality for joining and participating in a communication session, and said 
connection details (column14, lines 37-40, Brown discloses based on the whisper 
code, sending an audio message to the call center, the audio message relating to at 
least one of an identity of the user and details of the interactive communication 
session). 

It would have been obvious to one of ordinary skill in the art at the time of the 
invention to modify Bentley in view of Brown to provide the service-session functional 
entity, in joining the first endpoint entity into the communication session, sends the 
latter both connection functionality for joining and participating in a communication 
session, and said connection details. One would be motivated to do so to allow calls to 
be routed to selected call centers. 

As to claim 16, Bentley teaches a method according to claim 15. 

Bentley fails to teach the connection details and functionality are sent in 
association with a web page served by the service system. . 

However, Brown teaches the connection details and functionality are sent in 
association with a web page served by the service system (column 3, lines 61-65, 
Brown teaches When an Internet user clicks a button to connect to an agent, a call is 
connected from the agent to the user and the agent can view the Web page that a user 
is viewing (as well as account data and information about the user's prior interaction 
with the Web page); column 14, lines 37-40, Brown discloses based on the whisper 
code, sending an audio message to the call center, the audio message relating to at 
least one of an identity of the user and details of the interactive communication 
session). 

It would have been obvious to one of ordinary skill in the art at the time of the 
invention to modify Bentley in view of Brown to provide the connection details and 
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functionality are sent in association with a web page served by the service system. 
One would be motivated to do so to allow calls to be routed to selected call centers. 

As to claim 20, Bentley teaches a service system according to claim 17, wherein 
the network is the Internet (column 5, lines 2-5, Bentley discloses A data network 12 is 
preferably the Internet, but may also be any wide area data network. For example, the 
data network 12 may comprise a group of local area networks (LANs)). 

Bentley fails to teach the service system providing follow-me page-push 
functionality to the party endpoint systems whereby to enable co-browsing by the 
parties joined to the session. 

However, Brown teaches the service system providing follow-me page-push 
functionality to the party endpoint systems whereby to enable co-browsing by the 
parties joined to the session (column 9, lines 5-9, Brown discloses Database 132, 
which could be a single database or a set of multiple databases, contains data for 
selecting a call center and determining M TAG2" Web interaction information to 
accompany the call; column 7, lines 34-39, Brown discloses... An example of 
transmitting information from agent to user involves a "page-push" operation, where 
the call center agent presents information in the form of a Web page to the user's Web 
browser. The user's browser would then display the Web page to the user). 

It would have been obvious to one of ordinary skill in the art at the time of the 
invention to modify Bentley in view of Brown to provide the service system providing 
follow-me page-push functionality to the party endpoint systems whereby to enable co- 
browsing by the parties joined to the session. One would be motivated to do so to allow 
a combined marketing approach using the Web and call centers (abstract). 
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6. 



Conclusion 



Any inquiry concerning this communication or earlier communications from the 
examiner should be directed to El Hadji M Sail whose telephone number is 571-272- 
4010. The examiner can normally be reached on 8:00-4:30. 

If attempts to reach the examiner by telephone are unsuccessful, the examiner's 
supervisor, Ario Etienne can be reached on 571-272-4001. The fax phone number for 
the organization where this application or proceeding is assigned is 571-273-4010. 

Information regarding the status of an application may be obtained from the 
Patent Application Information Retrieval (PAIR) system. Status information for 
published applications may be obtained from either Private PAIR or Public PAIR. 
Status information for unpublished applications is available through Private PAIR only. 
For more information about the PAIR system, see http://pair-direct.uspto.gov. Should 
you have questions on access to the Private PAIR system, contact the Electronic 
Business Center (EBC) at 866-217-9197 (toll-free). 

El Hadji Sail 
Patent Examiner 
Art Unit: 2157 
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